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We look forward to being a part of  

Department of Health future. 
 

We present our technical proposal for the provision of Customer 

Service Medica ID Program  

 

Welcome to Atento! 
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1. About Atento 

 

We are leaders in Latin America, serving the largest companies in their sector such as: Telecommunications, Banking/Financial 

Services, Healthcare, Retail, Governmental, and Born-digital Services amongst others. 

Knowledge is our distinctive trait: we combine data technology and digital tools with our vast experience in consumer relationships 

to provide valuable insights for every step along the end-ŎǳǎǘƻƳŜǊΩǎ ƧƻǳǊƴŜȅΣ ƳŀƪƛƴƎ ŜȄǇŜǊƛŜƴŎŜǎ ƳƻǊŜ ǾŀƭǳŀōƭŜ ŦƻǊ ŎƻƴǎǳƳŜǊǎ 

and companies. 

We routinely buildup 10,000 hours of customer-service experience on human and digital channels, every 10 minutes. 

²Ŝ ƭŜŀŘ ǘƘŜ ƳŀǊƪŜǘΩǎ ǘǊŀƴǎŦƻǊƳŀǘƛƻƴ ǘƻǿŀǊŘǎ ǘƘŜ ŦǳǘǳǊŜ ŀǎ ǘǊŀŘƛǘƛƻƴŀƭ ǾƻƛŎŜ ƳƛƎǊŀǘŜǎ ǘƻ ŘƛƎƛǘŀƭ ŎƘŀƴƴŜƭǎ ōƻƻǎǘŜŘ ōȅ ŎǳǘǘƛƴƎ-edge 

Next Generation Technologies that offer a competitive edge to the businesses of our more than 400 clients worldwide. We are 

among the 25 best multinational companies to work for globally and have for nine years been among the top 25 in Latin America, 

according to Great Place to Work®; an international benchmark for workplace analysis and evaluation.  
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1. Atento Puerto Rico 

Atento in Puerto Rico Better experiences add a sharper competitive edge to your business. Our operations in Puerto Rico began 

in 2005, offering multi-channel offshore and nearshore services. Our center / Site at: 

Caguas:   

Urbanizacion Industrial El Troche Carr 189 esq. Ave. Luis Muñoz Marin Caguas PR 

We currently work with a considerable number of companies from different sectors primarily those in telecommunications, 

healthcare, and retail.    
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2. Executive Summary 

We are excited to be invited by Government of Puerto Rico to participate in the Request for Proposal (RFP) for Department of 

Health Medicaid Program.  

With the mission of providing success to our customers, Atento has been developing differentiated services and solutions for the 

market, being integrated into each company's value chain, and through this proposal, we hope to prove us know how and show 

how much our services may support your business, we have in mind to consolidate a strategic partnership between Atento and 

Government of Puerto Rico. 

Here we present our proposal, considering the requirements and information shared by Government of Puerto Rico, based on 

our experience and consultative assessment for optimizing business and increasing end user satisfaction.  

Technical Solution: Our solution is based on a cloud supported, omnichannel platform, that has a contingency model for its four 

data centers, as well as for the Global Voice Media Server located in Brazil. Our solution is based on a hybrid scenario in which we 

combine on-site and remote stations, which allows us to count with a business continuity plan on any possible contingencies.  

EX ς Employee Experience: Guided by values such as Diversity and Social Responsibility, Atento will provide to the Government 

of Puerto Rico a positive pathway to support their continued professional development and careers.  

Performance: high-performance teams will support the operation through digital media and tools. The goal of these teams is to 

provide the best service and KPIs at a higher level. 

Technology: a robust and scalable technological platform allowing coherent management of the entire operation, as well as 

security policies that ensure the integrity of the environment and the mitigation of fraud. 

Modern facilities: providing a more beautiful, digital, and collaborative environment to accommodate the operation, helping the 

client to stand out and retain talent. 
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3. Project Scope 

Our solution complies all Government of Puerto Rico requirements for Department of Health Medicaid Program, and mainly 

addresses our strengths and differentiations  

Atento considers a complete solution, made up of a team of dedicated staff, as well as technologies that ensure maximum 

process efficiency. Combined with our knowledge in the CRM/BPO sector, we have developed a solution that will provide the 

infrastructure, technology, and qualified personnel necessary to serve Medicaid Beneficiaries and Providers, providing quality 

and efficiency. 

Operational Management Model 

¶ The management model and performance management model proposed by Atento seek to focus the 

team that manages the Medicaid business on the floor and to improve the operation in a sustained 

manner. 

Employee Experience / Operational Support Model 

¶ The education, knowledge, motivation, and level of attention of the teams dedicated to the service are 

key elements of success to achieve the objectives defined within this proposal. 

¶ Training model based on the systems training and experience of expert assessors. Development of test 

environments for training and listening of calls made by expert assessors. (Star Assessor)  

IT & Security Model 

¶ A robust and scalable technological platform allowing coherent management of the entire operation, as 

well as security policies that ensure the integrity of the environment and the mitigation of fraud. 

3.1 Scope of Services 
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Atento Puerto Rico will provide the Services of Email, Chat, Text Messages, and Incoming and Outgoing calls in accordance 

with the requirements specified in RFP 2022-PRMP-MES-ContactCenter-004. The proposed Customer Service will 

adequately address all requests received from Beneficiaries and Providers related to the services offered by the Medicaid 

Program.  

Beneficiaries 

Contact center agents handle inquiries from Beneficiaries about the Medicaid program and eligibility, enrollment, and 

verification activities. Communications with Beneficiaries are primarily accomplished via telephone, chat, and email 

Handling inbound inquiries from Providers and Beneficiaries via phone, email, chat, text, etc. 

Providers  

Contact center staff support inquiries from Providers about training, the PEP tool, or related enrollment 

and maintenance activities. Inquiries are primarily received via telephone and email. 

¶ Providing outbound campaigns to Providers and Beneficiaries, as requested by PRMP 

¶ Responding to voicemails, emails, and chats, etc. received from Providers and Beneficiaries 

¶ Tracking and reporting volume and performance metrics to PRMP 

Working Hours.  

Monday to Friday 8am ς 5pm Providers  

Monday to Friday 8am ς 6pm Beneficiaries 

Service Level 

Inbound Customer Service Level 80% before 30 Sec 

Chat Service Level 80% before 30 Sec  

Email 100% must be acknowledged within 2 business days 

Email 100% must be responded to within 5 business days 

 

Puerto Rico Medicaid Program Contact Center Request for Proposals 
2022-PRMP-MES-ContactCenter-004 

STAFFING PLAN 

Scenarios 
ON SITE ON REMOTE - WAHA Agents TOTAL  

FTE Workstations FTE - Agents Workstations FTE - Agents 

1 Inquiry by Type 47 58 31 31 89 

2 
All Inquiry Contacts 

(multichannel - Blended) 
42 51 17 17 68 

         The recruitment capacity that we can offer to PRMP is: 

¶ IF the case is for Remote Agents: 30 Bilingual FTE per Week.  
¶ IF the case is for IN SITE Agents: 20 Bilingual FTE per Week.  
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¶ STAFF RATIOS 

Administrative STAFF Ratio 

Floor Manager Dedicated 

Team Leader / Supervisors 1:15 

Trainers 1:60 

Quality Agents 1:45 

WFM Real Time 1:100 

WFM Forecasting 1:100 

Reporting 1:120 

 

3.2 Management Model 

Atento, as part of its offer, proposes a support structure additional to the operation, in charge of the assurance of its key 

processes that facilitate the relationship with each one of the partners defined by their company according to its structure 

 

A Business Manager will be responsible for the strategic issues, he will be responsible for conducting the operation and the 

activities of the Supervision team and the relationship with Medicaid Program. The entire Atento corporate structure will be 

available to support the operation. 

¢ƻ ŜƴǎǳǊŜ ǘƘŜ ŎƻƳƳǳƴƛŎŀǘƛƻƴΣ ǳƴŘŜǊǎǘŀƴŘƛƴƎΣ ǘƻǇ ǇǊƛƻǊƛǘȅ ƻŦ ƛƳǇǊƻǾŜƳŜƴǘ ŀŎǘƛƻƴǎ ŀƴŘ ǘƘŜ ƳƻƴƛǘƻǊƛƴƎ ƻŦ ǘƘŜ ŘƛŦŦŜǊŜƴǘ YtLΩǎ 

of operation, Atento proposes the following Governance Model.  
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4. Employee Experience EX 

 

People are Atento's soul and strength. The focus on continuous development, management and control is present in all operations and 

processes, always respecting the particularities of customers, the type of service they perform. 

One of Atento's differentials is that People Management is not only done by the Human Resources area, but also by the engagement 

of each company leader, who motivates and inspires his teams to achieve the company's goals in the 13 countries where it operates. 
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ω !ǳŘƛǝƴƎ ǊŜǎǳƭǘǎ 
ω LƳǇŀŎǘǎ ƻƴ WƻǳǊƴŜȅǎ
ω YƴƻǿƭŜŘƎŜ 
aŀƴŀƎŜƳŜƴǘ

tŜǊŦƻǊƳŀƴŎŜ ŀƴŘ 
¢ǊŀƴǎŦƻǊƳŀǝƻƴ !ƎŜƴŘŀ

9ȄŜŎǳǝǾŜ

v.wΣ 
v¦!w¢9w[¸ 

.¦{Lb9{{ w9±LL9² 

{¢w!¢9DL/ [9±9[
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a.w
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hǇŜǊŀǝƻƴŀƭ

²w
²ŜŜƪƭȅ wŜǾƛŜǿ

CƛǊǎǘ [ŜǾŜƭ 9ȄŜŎǳǝƻƴ

hǇŜǊŀǝƻƴŀƭ !ƎŜƴŘŀ
5ƛƎƛǘŀƭ tƭŀƴ CŀŎƛƭƛǘŀǝƻƴ 
tǊƻƎǊŀƳƳŜŘ ŀƴŘ ƴƻƴπ
ǇǊƻƎǊŀƳƳŜŘ ƛƴŦƻǊƳŀǝƻƴ
CŀŎƛƭƛǘŀǝƻƴ 

CƛǊǎǘ ƭŜǾŜƭ ŎƻƳǇƭƛŀƴŎŜ

ω hǇŜǊŀǝƻƴŀƭ LƴǘŜǊŦŀŎŜ 
aŀƴŀƎŜƳŜƴǘ

{ǘǊŜƴƎǘƘŜƴ 5ǊƛǾŜǊǎ
wŜƴŜǿ /·
.ǳǎƛƴŜǎǎ 5ƛǊŜŎǝƻƴ 
ω hǇŜǊŀǝƻƴǎ 
ω ¢ŜŎƘƴƻƭƻƎȅ ŀƴŘ 
¢ǊŀƴǎŦƻǊƳŀǝƻƴ

ω /ƻƳǇƭƛŀƴŎŜ 

aŀƴŀƎŜƳŜƴǘ

ω /· aŀƴŀƎŜƳŜƴǘ
ω tǊƻŘǳŎǝƻƴ ƳŀƴŀƎŜƳŜƴǘ
ω {ŜǊǾƛŎŜ ƳŀƴŀƎŜƳŜƴǘ
ω /ƻƴǝƴǳƛǘȅ ƳŀƴŀƎŜƳŜƴǘ

tƭŀƴƴƛƴƎ ŀƴŘ ŎƻƴǘǊƻƭ

ω .ǳŘƎŜǘ ƳŀƴŀƎŜƳŜƴǘ
ω YtL aŀƴŀƎŜƳŜƴǘ

¢ǊŀƴǎŦƻǊƳŀǝƻƴ tƭŀƴ

Å 5ƛƎƛǘŀƭ tǊƻƎǊŜǎǎ ŀƴŘ 
ǊƻǳǘŜ ŀŘƧǳǎǘƳŜƴǘ

Å IƛƎƘ ǾŀƭǳŜ ƛƴǎƛƎƘǘǎ
Å Dŀƛƴ {ƘŀǊƛƴƎ ŘǳŜ 
ŘƛƎƛǘŀƭƛȊŀǝƻƴ

¢ǊŀƴǎŦƻǊƳŀǝƻƴ Ǉƭŀƴ

ω .ǳǎƛƴŜǎǎ ƛƴǎƛƎƘǘǎ
ωWƻǳǊƴŜȅǎ wŜƴŜǿŜŘ
ω 5ƛƎƛǘŀƭ ŀŘǾŀƴŎŜǎ ŀƴŘ 
/ŀƭƭ ǘƻ !Ŏǝƻƴ

ω /{!¢ Ǿǎ 5{!¢
ω bŜǿ LŘŜŀǎ ŎƻƳǇƛƭŜŘ

¢ǊŀƴǎŦƻǊƳŀǝƻƴ Ǉƭŀƴ

ω !Ŏǝƻƴǎ ŀƴŘ 
ƻǇŜǊŀǝƻƴŀƭ 
ƛƳǇŀŎǘǎ 

ω bŜǿ ƛŘŜŀǎ ŀƎŜƴŘŀ
ω aŀƴŀƎŜƳŜƴǘ 
/ƘŀƴƎŜ

WƻǳǊƳŜȅǎΩ 
9ŶŎƛŜƴŎȅ

5ƛƎƛǘŀƭƛȊŀǝƻƴ

/ƻƳǇƭƛŀƴŎŜ ǿƛǘƘ 
wŜƎǳƭŀǝƻƴǎ ŀƴŘ 
/ƻƴǘǊŀŎǘǳŀƭ 
¢ŜǊƳǎ 

/ƻǎǘ 
9ũŜŎǝǾŜƴŜǎǎ

9ŶŎƛŜƴŎȅ ƻŦ 
tŀǊǘƴŜǊǎƘƛǇ

¢ǊŀƴǎŦƻǊƳŀǝƻƴ 
ƛƴ tǊƻƎǊŜǎǎ

9{!¢

/{!¢

/ǳǎǘƻƳŜǊ 
{ǘǊŀǘŜƎȅ 

ϧ
!ǘŜƴǘƻ 

CǳƴŘŀƳŜƴǘŀƭǎ

.ǳǎƛƴŜǎǎ 
ŀƴŘ 
hǇŜǊŀǝƻƴŀƭ 
hǳǘŎƻƳŜǎ

wŜƭŀǝƻƴǎƘƛǇ ƳƻŘŜƭ ǇǊƻǇƻǎŜŘ ǘƻ ŜƴǎǳǊŜ ŎƻƳƳǳƴƛŎŀǝƻƴΣ ǳƴŘŜǊǎǘŀƴŘƛƴƎ ŀƴŘ ōŜǧŜǊ ŜȄŜŎǳǝƻƴ ǘƘǊƻǳƎƘ ƳŀƴŀƎƛƴƎ YtLǎ ŀƴŘ ƻǘƘŜǊ 
ŎƻƴǘǊŀŎǘǳŀƭ ǘŜǊƳǎΦ !ƭǎƻ ƘŀƴŘƭŜǎ ǘƘŜ ǇǊƻƎǊŜǎǎ ƻŦ ǘƘŜ ƻǇŜǊŀǝƻƴŀƭ ¢ǊŀƴǎŦƻǊƳŀǝƻƴ tƭŀƴΦ

нр

9ƳǇƭƻȅŜŜ WƻǳǊƴŜȅ

!ǘŜƴǘƻ ǇǊŜǎŜƴǘǎ ŀ ǊŜǾƛǾŜŘ ǇǊƻǇƻǎŀƭ ŦƻǊ 9·Σ 9ƳǇƭƻȅŜŜ 9ȄǇŜǊƛŜƴŎŜΦ ! ŎƻƳǇƭŜǘŜ ƧƻǳǊƴŜȅ ǿƛǘƘ ŀ ǘŀƭŜƴǘŜŘ ǘŜŀƳ ŦƻǊ ƻǳǊ ŎǳǎǘƻƳŜǊǎΦ

{ŜƭŜŎǝƻƴ
Å{ŜƭŦπǎŜǊǾƛŎŜ ǘƘǊƻǳƎƘ !¢{ ό!ǇǇƭƛŎŀƴǘ 
¢ǊŀŎƪƛƴƎ {ȅǎǘŜƳύ
Å{ŜƭŜŎǝƻƴ ǿƛǘƘ !ǊǝŬŎƛŀƭ 
LƴǘŜƭƭƛƎŜƴŎŜ
Å!ŘǾŜǊǝǎŜƳŜƴǘǎ ŦƻŎǳǎŜŘ ƻƴ ǎƪƛƭƭǎ 
ŀƴŘ ŀōƛƭƛǝŜǎ
Å5ƛǾŜǊǎƛǘȅ ŀƴŘ LƴŎƭǳǎƛƻƴ

hƴōƻŀǊŘƛƴƎ
ÅwŜƳƻǘŜ LƴǘŜƎǊŀǝƻƴ ŀƴŘ Ǿƛŀ [ŜŀǊƴƛƴƎ 
·ǇŜǊƛŜƴŎŜ tƭŀǜƻǊƳ 
Å¢ŜŎƘƴƛŎŀƭ ǘǊŀƛƴƛƴƎ ǘƘǊƻǳƎƘ ǎƛƳǳƭŀǘƻǊǎ 
ŀƴŘ Ŝ[ŜŀǊƴƛƴƎ
Å5ƛǎǘŀƴŎŜ ƭŜŀǊƴƛƴƎ ǇƭŀǜƻǊƳǎΣ ǘƘǊƻǳƎƘ Ŝπ
ƭŜŀǊƴƛƴƎ ŀƴŘ ǿŜōƛƴŀǊǎΦ
ÅbŜǎǝƴƎ aŜǘƘƻŘƻƭƻƎȅ

!ǧǊŀŎǝƻƴ
Å²Ŝ ŀǧǊŀŎǘ ŀǊƻǳƴŘ фр҈ ƻŦ ƻǳǊ 
ŜƳǇƭƻȅŜŜǎ Ǿƛŀ ǎƻŎƛŀƭ ƳŜŘƛŀ ŀƴŘ 
ǎǇŜŎƛŬŎ ŦƻǊǳƳǎ
Åнпκт ŀǧǊŀŎǝƻƴ Ǿƛŀ /Ƙŀǘ .ƻǘ

Å²Ŝō tƻǊǘŀƭ ŦƻǊ ŀŎŎŜǎǎƛƴƎ 
ƛƴŦƻǊƳŀǝƻƴ ŀƴŘ Iw ǎƻƭǳǝƻƴǎ 
Å±ƛǊǘǳŀƭ ōŜƴŜŬǘǎ ŎŀǊŘ
Å9Ƴƻǝƻƴŀƭ ǎŀƭŀǊȅ πhƴŜ ¢ŜŀƳ 
aƻǝǾŀǝƻƴ
Å/ƻƳƳǳƴƛŎŀǝƻƴ ŀǇǇ ŀƴŘ 
ŎƻƳƳƛǘƳŜƴǘ ǘƻ ǘƘŜ !ǘŜƴǘƻ 
ŎƻƳƳǳƴƛǘȅ

! ƘƛƎƘπǾŀƭǳŜ ƻũŜǊ

/ƻƴǝƴǳŜŘ tǊƻŦŜǎǎƛƻƴŀƭ 
5ŜǾŜƭƻǇƳŜƴǘ
Å¦ƴƛǾŜǊǎƛǘȅ ƻŦ ǎƻƊ ǎƪƛƭƭǎΣ ƘŀǊŘ ǎƪƛƭƭǎ ŀƴŘ 
ƭŜŀŘŜǊǎƘƛǇ όŜ[ŜŀǊƴƛƴƎ ŀƴŘ 
aƛŎǊƻƭŜŀǊƴƛƴƎύ
ÅtŜǊŦƻǊƳŀƴŎŜ aŀƴŀƎŜƳŜƴǘ aƻŘŜƭ
Å5ƛǎǘŀƴŎŜ ŀƴŘ ƻƴπǎƛǘŜ ƪƴƻǿƭŜŘƎŜ 
ŎŜǊǝŬŎŀǝƻƴ όǘƘŜƻǊȅ μ ǘŜŎƘƴƛŎŀƭύ
Å[·t ŘƛƎƛǘŀƭ ǘǊŀƛƴƛƴƎ

wŜŎƻƎƴƛǝƻƴ

Å¢ƻǇ му ƛƴ Dt¢² 
Å9{w !ǿŀǊŘ
ÅwŜŎƻƎƴƛȊŜŘ ŀǎ ŀƴ 9ƳǇǊŜǎŀ 
IǳƳŀƴŀ ȅ {ƻƭƛŘŀǊƛŀ ŦƻǊ ŦƻŎǳǎ ƻƴ 
ƘǳƳŀƴ ŎŀǇƛǘŀƭ
Å.Ŝǎǘ ²ƻǊƪǇƭŀŎŜǎ wŜŎƻƎƴƛǝƻƴ
Å/ƻƳƳǳƴƛǘȅ ƻŦ снΣллл

tŜǊŦƻǊƳŀƴŎŜ ƳŀƴŀƎŜƳŜƴǘ

Å{ƪƛƭƭ ŘŜǾŜƭƻǇƳŜƴǘ ŀƴŘ ƭŜŀŘŜǊǎƘƛǇ 
ǳǇǎƪƛƭƭƛƴƎ ǇǊƻƎǊŀƳ
Å{ƻǳǊŎŜ ƻŦ ¢ŀƭŜƴǘ ŀƴŘ ƻǇǇƻǊǘǳƴƛǝŜǎ
Åул҈ ƻŦ ƭŜŀŘŜǊǎƘƛǇ Ǉƻǎƛǝƻƴǎ ŀǊŜ ǘŀƪŜƴ 
ōȅ ƻǳǊ ƻǿƴ ŜƳǇƭƻȅŜŜǎ
ÅwŜŎƻƎƴƛǝƻƴ ŀƴŘ ǊŜǿŀǊŘǎ

hŨƻŀǊŘƛƴƎ

Å{ǘǊŀǘŜƎȅ ŦƻǊ ƛŘŜƴǝŦȅƛƴƎ ŎŀǳǎŜǎ 
ŀƴŘ ǊŜǘŀƛƴƛƴƎ ƻǇǝƻƴǎ 
Å! ǎƛƴƎƭŜ Ǉƻƛƴǘ ƻŦ ŎƻƴǘŀŎǘ
Å{ǳǇǇƻǊǘ ǘƻ ŦƻǊƳŜǊ ŜƳǇƭƻȅŜŜǎ Ǿƛŀ 
ƻƴƭƛƴŜ ǎŜǊǾƛŎŜ ŀƴŘ ǎƻŎƛŀƭ ƳŜŘƛŀ
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4.1 Recruitment and Selection 

!ǎ ƭŜŀŘŜǊǎ ƛƴ ǘƘŜ .th ǎŜŎǘƻǊΣ ƻǳǊ wŜŎǊǳƛǘƳŜƴǘ ŀƴŘ {ŜƭŜŎǘƛƻƴ ǇǊƻŎŜǎǎŜǎ ŀǊŜ ǊŜƭŜǾŀƴǘ ǘƻ ǊŜŀŎƘ ƻǳǊ ŎƭƛŜƴǘΩǎ ƻōƧŜŎǘƛǾŜǎΦ  

Advantages of !ǘŜƴǘƻΩǎ recruitment process: 

¶ Interview high level of attendance 

¶ Innovative pre hiring process 

¶ Effectiveness of personal interviews 

¶ Compliance of SLAs 

¶ High quality selection process 

 

4.2 Professionals Profile 

People are Atento's soul and strength. The focus on continuous development, management and control is present in all 

operations and processes, always respecting the particularities of customers, the type of service they perform. 

The team will be made up of Bilingual Speakers (English and Spanish) who have at least the following qualifications: 

Customer Service Profile 

Education: High School Finished 

Skills: Good touch, friendly, use of computer equipment, ease of 

speech, good diction 

Experience: Call Center Experience Required Minimum 3 months in a 

similar position 

 

 

 

 

 

wŜŎǊǳƛǘƳŜƴǘ ŀƴŘ 5ƛƎƛǘŀƭ {ŜƭŜŎǝƻƴ μ /ŀƴŘƛŘŀǘŜΩǎ WƻǳǊƴŜȅ μ IŜŀƭǘƘ ϧ tƘŀǊƳŀ

¢ƘŜ ŜƴǝǊŜ ǇǊƻŎŜǎǎ ƛǎ ǎǳǇǇƻǊǘŜŘ ōȅ ŀƴ ŀǊǝŬŎƛŀƭ ƛƴǘŜƭƭƛƎŜƴŎŜ ǎȅǎǘŜƳΣ ŜƴǎǳǊƛƴƎ ŀƎƛƭƛǘȅΣ ŀǎǎŜǊǝǾŜƴŜǎǎ ŀƴŘ ŎǳǎǘƻƳƛȊŀǝƻƴ ǘƻ ŜŀŎƘ ŀƴŘ 
ŜǾŜǊȅŎǳǎǘƻƳŜǊϥǎ ƴŜŜŘǎΣ ƭƻƻƪƛƴƎ ŦƻǊ ǘƘŜ ōŜǎǘ ǇǊƻŬƭŜ ŦƻǊ ŜŀŎƘ ǇƻǎƛǝƻƴΦ

CłǝƳŀΣ му ȅŜŀǊǎ ƻƭŘΣ ǎƛƴƎƭŜΣ ƭƛǾŜǎ ǿƛǘƘ ƘŜǊ ƳƻǘƘŜǊΦ {ƘŜ ƛǎ ǘƘƛƴƪƛƴƎ ŀōƻǳǘ ƎƻƛƴƎ ǘƻ ǳƴƛǾŜǊǎƛǘȅ ǘƻ ƎŜǘ ŀ 
{ƻŎƛŀƭ !ǎǎƛǎǘŀƴŎŜ ŘŜƎǊŜŜΤ ǎƘŜ ƛǎ ǉǳƛǘŜ ƛƴǘŜǊŜǎǘŜŘ ƛƴ ǎǳōƧŜŎǘǎ ǊŜƭŀǘŜŘ ǘƻ ǘƘŜ ǿƻǊƭŘ ƻŦ ƘŜŀƭǘƘ ŀƴŘ ǿŜƭƭπ
ōŜƛƴƎΦ
CŀǝƳŀ ƛǎ ǾŜǊȅ ŀŎǝǾŜ ƻƴ ǎƻŎƛŀƭ ƴŜǘǿƻǊƪǎ ŀƴŘΣ ƻƴ aƻƴŘŀȅΣ ǿƘƛƭŜ ƭƻƻƪƛƴƎ ŦƻǊ ƻǇǇƻǊǘǳƴƛǝŜǎΣ 
ǎƻƳŜǘƘƛƴƎ ŎŀǳƎƘǘ ƘŜǊ ŜȅŜΦΦΦ

5ƛǎǎŜƳƛƴŀǝƻƴ
{ƻŎƛŀƭ bŜǘǿƻǊƪǎΣ 
ǎǇŜŎƛŬŎ ŦƻǊǳƳǎΦ

±ƛǎǳŀƭƛȊŀǝƻƴ
!Řǎ ǘƘŀǘ ŘǊŀǿ 
ŀǧŜƴǝƻƴΦ

LƴǘŜǊŜǎǘ
LƴŦƻǊƳŀǝƻƴ ŦƻǊ 
ŀǧǊŀŎǝǾŜƴŜǎǎ ƻŦ ǘƘŜ 

ǇƻǎƛǝƻƴΦ

!¢{

wŜƎƛǎǘǊŀǝ
ƻƴ

wŜǎǳƳŞ

!¢{

¢Ŝǎǘǎ
/ǳƭǘǳǊŀƭ Cƛǘ

/ŀǎŜ ƻƴ ǎŜǊǾƛŎŜ ƛƴ ǘƘŜ 
ǎŜƎƳŜƴǘΦ

!¢{

Lƴƛǝŀƭ ŀǇǇǊƻǾŀƭ
[ƛƴƪ ŦƻǊ ƛƴǘŜǊǾƛŜǿǎ

{ŎǊŜŜƴƛƴƎ
wŀƴƪƛƴƎ 

ŎŀƴŘƛŘŀǘŜǎ ōȅ 
ŀŶƴƛǘȅ

!¢{

LƴǘŜǊǾƛŜǿ ǿƛǘƘ ǘƘŜ Iw
DŜƴŜǊŀƭ ŎƘŜŎƪǎΦ 
{ǘǊŜǎǎƛƴƎ ƻǳǘ ǘƘŜ 
ǇǊƻǇƻǎŀƭΦ

!¢{ π
!ǇǇƭƛŎŀƴǘ 
¢ǊŀŎƪƛƴƎ 
{ȅǎǘŜƳ

¦ƴŘŜǊǎǘŀƴŘ ǘƘŜ ŎƭƛŜƴǘ ŀƴŘ 
ǘƘŜƛǊ ŎǳǎǘƻƳŜǊǎ
¦ƴŘŜǊǎǘŀƴŘ ƛƴ ŘŜǇǘƘ ŎƘŀƭƭŜƴƎŜǎ ƻŦ ǘƘŜ 
ǎŜǊǾƛŎŜΣ ǇǊƻŬƭŜ ƻŦ ǘƘŜ ŎǳǎǘƻƳŜǊΣ ŎƻƳǇƭŜȄƛǘȅ 
ǊŜǉǳƛǊŜŘ ƻƴ ŀ Řŀƛƭȅ ōŀǎƛǎǘƻ ŘŜŬƴŜ ǘƘŜ 
ǇǊƻŬƭŜ ƻŦ ǇǊƻŦŜǎǎƛƻƴŀƭǎ ǘƘŀǘ ōŜǎǘ ǎǳƛǘ ǘƘŜ 
ōǳǎƛƴŜǎǎΦ

9Ǿŀƭǳŀǝƻƴ
{ŜƭŜŎǝǾŜ ǎǘŜǇǎ ŀŘƧǳǎǘŜŘ ǘƻ ǘƘŜ ǇǳǊǇƻǎŜ ƻŦ 
ǘƘŜ ƻǇŜǊŀǝƻƴΦ
!ǳǘƻƳŀǘŜŘ ǘŜǎǘǎΣ ƻƴƭƛƴŜκǊŜŎƻǊŘŜŘ 
ƛƴǘŜǊǾƛŜǿǎΣ ŎŀǎŜǎΣ ǎǇŜŎƛŬŎ ǘŜǎǘǎΦ

9ƳǇƭƻȅŜŜ 9ȄǇŜǊƛŜƴŎŜ
9ƳǇƭƻȅŜŜ ŜȄǇŜǊƛŜƴŎŜ ǎǘŀǊǘǎ ǿƛǘƘ ǘƘŜ 
ǎŜƭŜŎǝƻƴ ǇǊƻŎŜǎǎΦ
¢ǊŀƴǎǇŀǊŜƴŎȅ ƻŦ ƛƴŦƻǊƳŀǝƻƴΣ ƳƻƴƛǘƻǊƛƴƎ ƻŦ 
ǎŜƭŜŎǝƻƴ ǇǊƻŎŜǎǎŜǎΣ ǎŜƴŘƛƴƎ ŘƛƎƛǘŀƭ 
ŘƻŎǳƳŜƴǘŀǝƻƴ ŦƻǊ ƘƛǊƛƴƎΣ ƛƴƛǝŀƭ ƻƴƭƛƴŜ 
ǘǊŀƛƴƛƴƎΦ

wŜǉǳŜǎǝƴƎ LƴǘŜǊǾƛŜǿ
DŜƴŜǊŀƭ ŎƘŜŎƪǎ
{ǘǊŜƴƎǘƘŜƴƛƴƎ ǘƘŜ 
ǇǊƻǇƻǎŀƭ

Cƛƴŀƭ ŀǇǇǊƻǾŀƭ
5ƻŎǳƳŜƴǘǎ
IƛǊƛƴƎ

{ŜŎǘƻǊ 
ƛƳŀƎŜ

¢ǊŀƛƴƛƴƎ
tǊƻŘǳŎǘǎΣ tǊƻŎŜǎǎŜǎΣ 
{ȅǎǘŜƳǎΣ ¢ŜŎƘƴƛǉǳŜǎ

{ŜŎǘƻǊ 
ƛƳŀƎŜ

LƴǘŜƎǊŀǝƻƴ
.ǳǎƛƴŜǎǎ ŀƴŘ 
ŎǳƭǘǳǊŜ

!ǘŜƴǘƻ ŀƴŘ /ƭƛŜƴǘ

hƴōƻŀǊŘƛƴƎ
²ŜƭŎƻƳŜ
¢ƻƻƭǎ
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4.3 Training 

Atento's training organization consists of professionals who are dedicated to the operations (Operational Training Team) 
and to those who work on internal educational solutions, which means solutions aimed at all Atento employees 
(Corporate Training Team).  
The training processes offered by Atento are aimed at allowing the correct flow of information, speed, and measurement 
in the following stages: Onboarding-Initial Training, and Continuous Training. 
 

 
 
 

 

 

 

¢ǊŀƛƴƛƴƎ

Å!ōƻǳǘ !ǘŜƴǘƻ
Å{ŜƭŦπŀŘƳƛƴƛǎǘŜǊŜŘ
ÅtǊŜπIƛǊƛƴƎ κ IƛǊƛƴƎΦ

Å±ƛǊǘǳŀƭ Ŏƭŀǎǎ ƛƴ ¢ŜŀƳǎ
Å¢ŜŎƘƴƻƭƻƎƛŎŀƭ ƪƛǘ ŦƻǊ 
ǘǊŀƛƴŜǊ ŀƴŘ ǘǊŀƛƴŜŜΦ

Å{ȅƴŎƘǊƻƴƻǳǎ ŀƴŘ 
ŀǎȅƴŎƘǊƻƴƻǳǎ 
ƳƻŘǳƭŜǎΦ

Å{ŜƭŦπŀŘƳƛƴƛǎǘŜǊŜŘ 
ŜȄŜǊŎƛǎŜǎΦ

ÅLƴƛǝŀƭ /ƛǊŎǳƛǘΦ

ÅtǊƻŎŜǎǎ ŦŀŎƛƭƛǘŀǘƻǊǎ
Å¢ŜŀƳ ŎƻŀŎƘƛƴƎ Ǿƛŀ 
¢ŜŀƳǎΣ

Å!ǧŜƴŘŀƴŎŜ ŎƻƴǘǊƻƭΦ
ÅhƴƭƛƴŜ ŀǧŜƴŘŀƴŎŜ ŎƘŀǘΦ
ÅaŜŀǎǳǊŜƳŜƴǘ ƻŦ ŜŀǊƭȅ 
ƛƴŘƛŎŀǘƻǊǎΦ

Å{ǘǊŜǎǎ ǘŜǎǘ πŀŎŎŜǎǎ ǘŜǎǘǎΦ

hƴōƻŀǊŘƛƴƎ
9ȄǘŜǊƴŀƭ 
ŜƴǘǊȅ

hƴ ǘƘŜ Wƻō
ǘǊŀƛƴƛƴƎ

Lƴƛǝŀƭ
ǘǊŀƛƴƛƴƎ

tǊƻŎŜǎǎ ǘƻƻƭǎ CƛǊǎǘ Řŀȅ ƛƴ 
Ǉƻǎǘ

tƻǎǘ 
ǘǊŀƛƴƛƴƎ

Dƭƻōŀƭƭȅ ǘǊŀƴǎǾŜǊǎŀƭ 
ƳƻŘǳƭŜǎ

9πƭŜŀǊƴƛƴƎ
²ŜƭŎƻƳŜ 5ŀȅ

Å bƻǝŬŎŀǝƻƴ Ǿƛŀ 
ŜƳŀƛƭ 

Å {ŜƴŘƛƴƎ 
ŎǊŜŘŜƴǝŀƭǎ

ÅhƴŜ !ǘŜƴǘƻ 
/ǳƭǘǳǊŜ

ÅtǊƻŎŜǎǎŜǎ ŀƴŘ 
.ŜƴŜŬǘǎΦ

ÅwŜƎǳƭŀǘƻǊȅ 
ƳƻŘǳƭŜǎ

Å!ǘŜƴǘƻ ŀǘ 
IƻƳŜΦ

Å!ǧŜƴŘŀƴŎŜ ǊŜŎƻǊŘΦ
Å{ƛƳǳƭŀǘƻǊǎΣ ǾƛŘŜƻǎΣ 
ǘǊŀƛƴƛƴƎ ǇƛƭƭǎΣ Ŏŀƭƭ ƭŀōǎΦ

ÅhƴƭƛƴŜ ǇŀǊǝŀƭ ŀƴŘ 
Ŭƴŀƭ ŎƘŜŎƪǎΦ

ÅtŜǊŦƻǊƳŀƴŎŜ 
ǊŜǇƻǊǘΦ 

ÅолΣ сл ŀƴŘ флπŘŀȅ 
ŦƻƭƭƻǿπǳǇΦ

ÅbŜǎǝƴƎ 

hǳǊ ƛƴƛǝŀƭ ŀƴŘ Ŏƻƴǝƴǳƻǳǎ ǘǊŀƛƴƛƴƎ ǎŜǎǎƛƻƴǎ ōǊƛƴƎ ǘƻƎŜǘƘŜǊ ǘƘŜ ōŜǎǘ 9ȄǇŜǊƛŜƴŎŜ [ŜŀǊƴƛƴƎ ǇǊŀŎǝŎŜǎ

Å±ŀƭƛŘŀǝƻƴ ƻŦ 
ǊŜǎƻǳǊŎŜǎ ŀƴŘ 
ƳŜǘƘƻŘƻƭƻƎȅ 
όǊƻƻƳΣ 
¢ǊŀƛƴŜǊΣ 
ŎƻƴǘŜƴǘΣ 
ƳŜǘƘƻŘύΦ

¢ǊŀƛƴƛƴƎ
ŘŜǇƭƻȅƳŜƴǘ

Å{ŎŀƭŜ ǇƭŀƴƴƛƴƎ 
ό²CaύΦ

ÅDƻ ƭƛǾŜ π[·t π
[ŜŀǊƴƛƴƎ 9ȄǇŜǊƛŜƴŎŜ 
tƭŀǜƻǊƳ ǘǊŀƛƴƛƴƎ 
ƳƻŘǳƭŜ

Å[ŜŀǊƴƛƴƎ ŎƛǊŎǳƛǘΦ

ÅtŀǊǝŎƛǇŀǝƻƴ ŀƴŘ Ǉŀǎǎ 
ǊŜǇƻǊǘΦ 

Å/ƻƴƴŜŎǝƻƴ ǊŜǇƻǊǘ όǝƳŜΣ 
ŘŀȅǎύΦ

Å9ǊǊƻǊ ǎǘŀǝǎǝŎǎΦ
ÅtǊƻƎǊŜǎǎ ǊŜǇƻǊǘǎΦ

¢ǊŀƛƴƛƴƎ ǊŜǉǳƛǊŜƳŜƴǘ
IwΣ hǇŜǊŀǝƻƴǎ ϧ 

vǳŀƭƛǘȅ

CƻƭƭƻǿπǳǇ ŀƴŘ 
ǊŜǇƻǊǝƴƎ

/ƻƳƳǳƴƛŎŀǝƻƴ 
ǘƻƻƭǎ

¢ǊŀƛƴƛƴƎ 
ǇŜǊŦƻǊƳŀƴŎŜ

wŜǇƻǊǘ
ǘǊŀƛƴƛƴƎ

¢ǊŀƛƴŜǊ 
ƳŀǘŜǊƛŀƭ 

ŘŜǾŜƭƻǇƳŜƴǘ
tǊŜπ²ƻǊƪ

Å bŜŜŘ 
ŀƭƛƎƴƳŜƴǘ 
ƳŜŜǝƴƎΦ

Å5ŜǾŜƭƻǇƳŜƴǘ ƻŦ 
ŎƻƴǘŜƴǘΣ 
ƳƻŘǳƭŜǎΣ 
ŀŎǝǾƛǝŜǎ ŀƴŘ 
ƎŀƳŜǎΦ

Å!ǇǇǊƻǾŀƭ ƻŦ 
ƳŀǘŜǊƛŀƭΦ

Å/ŀƳǇŀƛƎƴǎ
ÅbƻǝŬŎŀǝƻƴ ƻŦ ŎƻǳǊǎŜ 
ŀǎǎƛƎƴŜŘ ǘƻ ǘƘŜ 
ǇŀǊǝŎƛǇŀƴǘ ŀƴŘ 
ƭŜŀŘŜǊΦ 

Å!ŘǾŀƴŎŜ ǊŜƳƛƴŘŜǊǎΦ
ÅbƻǝŬŎŀǝƻƴ ƻŦ 
ŎƻƳǇƭŜǝƻƴΦ

Å/ƻǳǊǎŜ ǎǳƎƎŜǎǝƻƴǎ 
όƳŀŎƘƛƴŜ ƭŜŀǊƴƛƴƎύΦ

Å/ƻǊǊŜƭŀǝƻƴ 
ǿƛǘƘ YtLǎΦ

Å!ǿŀǊŘǎ ŀƴŘ 
ǊŜŎƻƎƴƛǝƻƴΦ

Å/ƻƴǝƴǳƻǳǎ 
ǘǊŀƛƴƛƴƎ

Å/ƻƴǝƴǳƻǳǎ 
ǘǊŀƛƴƛƴƎ ŎȅŎƭŜ

/ƻƴǝƴǳƻǳǎ ¢ǊŀƛƴƛƴƎ tǊƻŎŜǎǎ/ƻƴǝƴǳƻǳǎ ¢ǊŀƛƴƛƴƎ

hƴōƻŀǊŘƛƴƎ ŀƴŘ Lƴƛǝŀƭ ¢ǊŀƛƴƛƴƎ
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4.4 Continuous Training 

This process focuses on the reinforcement of knowledge and development of the capacities required for the position. The 

Ongoing training process also centers on the attainment of metrics. As an objective of continuous training, it seeks to keep 

advisors prepared to give excellent care, this will be done through various training techniques which will be focused on 

reinforcing information management and quality attention in each of the calls. 

Currently, continuous training is carried out in the operation or in the classroom, this depending on its duration and the 

content to be reinforced, with this we guarantee that the team assigned to the campaign, knows widely the necessary 

procedures and models of action. The trainer constantly updates and trains the advisor, recording all the information 

provided in the monitoring sheets. An evaluation is applied biweekly (Quiz) in order to validate and obtain the areas of 

opportunity in relation to the information provided during this period. Feedback is given to each advisor of the areas of 

opportunity detected in this process 

 

 

5. Systems and Technology 

 

5.1 Omnichannel Platform 

Atento collaborates with different strategic partners in technology, the proposed platform is a truly omnichannel platform, 

the solution works with a concept of distribution of interactions independent of the media used (Voice, Email, Chat, Video 

and Social Networks).  

Our solution allows the Inbound, Outbound and Blended service in an integrated way.  All types of interactions, whether 

incoming (In) or outgoing (Out) calls, are managed through campaigns. For dialing processes, it can be use Preview, Power, 

Progressive or Predictive and you can select the dialing mode for each campaign.  

Is a high availability solution that has a contingency model for its four data centers, as well as for the Global Voice Media 

Server located in Brazil, allowing the client to be configurated, in case of loss of communication with one of the sites, so the 

calls are automatically redirected to another. The same procedure applies for in-platform maintenance, allowing users to be 

notified if they are migrated to the secondary data center while the primary is being upgraded, so calls are not missed, and 

maintenance windows are not required with scheduled outage. 

Our solution has connectors with industry-leading CRMs (Salesforce, Dynamics, RightNow, Zendesk, and ServiceNow), as well 

as the ability to integrate with any web-based CRM. 
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5.2 Systems 

 

Solution Description 

Workstations 

Core I3M, 4GB, 256GB, standard Ethernet network card to access the local area network (LAN) and the 

operating system. 

Headsets and voice terminals with answering software or digital telephone. 

Telecommunications PRMP will provide all phone numbers  

IVR and/or 

Announcement card 

IVR interface is the facility to create the service flow through a graphical interface. 

In this interface, it is possible to configure interactions with Webservices, create Callback mechanisms, 

create surveys after answering calls (EPA), activate SMS triggers, interact with the opening and updating 

of Cases and Tickets in the CRM, and forward calls to queues or even to specific operators. 

Voice Recording 

Voice recording ports for 100% of service positions (by phone). Storage for a period of 10 years, after 

this period calls will be discarded. Recording recovery SLA of 96%, rescue in 72 hours limited to 5 calls / 

day in case of access problems. Access to the recording recovery tool only within Atento facilities or 

through a dedicated data link. 

 

Screen Recording 
Screen recording in 10% of the workstations where there is voice recording. All consultations and 

investigations must be carried out in the same way as voice recording. 

Internet 
Infrastructure for Internet access, Internet access at all stations allocated for the operation. Protection 

of access to the content applied with content filter (Proxy). 
Atento`s corporate Internet access link is contingent and has shared bandwidth between operations. 

 

 

 

 

 

 

 

 

 

 



   
                  ATENTO ´s Proposal 
                      Puerto Rico Medicaid Program Contact Center Request for Proposals  
                       2022-PRMP-MES-ContactCenter-004                                                                                                                                           Proposal Date: 05/2022  

 

 

6. Infrastructure 

 

6.1 Atento Site Proposed (Center Borinquen) 

Atento centers follow a high operational and safety standard. They are always well located  

Geographic Location 

 

 


















